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ttemarks 

i , < K 18 28 3M9 52-69, 72-89, 92-108, Ul-123, 126-138, and 
Claims 1-2, 5-15, 18-28, 31-49, 52 , 52 . 69 , 7 2-89, 

Ul-HSarependingintheapplication. Claims 1-2, 5-15, 18 28, 

<» 108 111-123 126-138, and 141-145 were finally rejected. 

92408, 111 12 12 3M9>52 . 69)72 . 89 , 92 -108,lll-123,126-138,and 

Claims 1-2, 5-15, 18 28 3 . ^ ^ ^ 

daim ' , . 14ttd27iequi r eidenti)ymEawebcallcc D «t re sourceta 

» ™ "* "lid in a cooKe crbased ^ —ion — * 
rcso ^ei S based upon ^ my 

a digital certified. Independent claims 40, 61 , and reqiur 

, ,■ ^AewAcaUinrapoasetothecallrequeamcssag^whemn 

* fiossre f ast oaco<»Weonlyatcol.6,toellaDdat ra 1.12, 
line 55. The text at col. 12, lines 5 / su»» 

^^^Placingthecalltoacallcenter. wi * out a d0 ubt, discloses 

The final Office Action incorrectly asserts that Goss, wnnow 

T A' certificate to identify a web call center resource, that resource 

usins a cookie or digital certmcate 10 lucuu^ 

T aC ent» The Office Action then cites col. 5, lines 65-67, col. 6, hnes 1-11, 27- 
being an agent. The umce 55.50 and col. 13, lines 

33, 45-51, 61-65, col. 7, lines M0, col. 12, lines 31-37, 43-49, 55 59, an 
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7 10 and 31-36* support of this assertion. The Office Action incorrectly «* *« ** 
Ztl 30 "usfthe information from to -Okies 0— *» *° — " 
™ t — *~« and to Server are s^red in - ~*"» "> *~ *" 

request to a qualified agent" 

Tie Office Acnon nrrtor relies on to «> of Goss found a. «oL 6. lines 4W1- 
A. can be seen Son, to text be.ow, to mtranet Server 66 retrieves a customer .den,** 
*» a user profile and u*s to customer identifier as a ski,,s designator. I, s*,uld be 
T« to, * customer, user profile is stored on to Database Server 34 (see co urnn 6 
Z «. as discussed below), and is NOT stored in a cookie or distal cerbficate. The 

cited text states: . 

Thus when a call-back request is received from a customer 42. it 

must UT agent who is S 

client represented by to to 
to call-back rearrest, « n^<™"^ d dfier ^ added to to cali- 
STggZ^^SZLmm* (emphasis added. 

The Office Action relies on to text of Goss found a, column 5. line 65 through 
col. 6, line 6. The paragraph does not discuss iden«fying a web car, center resource 
bS sed upon information aored m a cookie or digital certifica*. Instead, . can be ^ 
to text below, Goss discloses that to Database Server 34 >s used ,0 sure and 

. , j- rn ™d oassword The cited text does not 

retrieve customer information, including a user ID and password. 

teachorsuggestidenflfyingawebcaUcenterresource. Tne cited text states: 

In to nreferred embodiment of to Contact Server 28 and the call- 
back se^sU Prides, a uses J^g** 
to* 44 to access a Web site to. Sire, 
ft. call iter's Intranet^ 6 LTto J*^ s ££ ^ user 
user autonhcatioa . Therefore, ■ a rg"g%. T> aC , b ., c ■kryjrJM. and 
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browser 44, using cookies or other session maintenance methodology, 
(emphasis added) 

The Office Action further relies on the text of Goss found at col. 6, lines 61-65. 
The Database Server 34 of Goss stores the customer profile (and therefore the customer 
identifier) and uses this customer identifier to identify an agent. The cited text states that 
»[t]he Contact Server 28 queries a skills table ou^^^eSe^M with the 
customer identifier (which is used in this example as a skills designator) to identify those 
agents qualified to handle the call-back request." (emphasis added) 

The Office Action also relies on the text of Goss found at col. 6, lines 27-33. This 
portion of Goss only concerns identifying the caller. It is apparent from the text that 
customer information is transferred to the Intranet Server 66 when the customer logs mto 
the Intranet Server 66. The cited text states: 

The Intranet Server 66 receives the call-back request. Since it has 
been maintaining a session with the customer's ^browser 44, it ^ws who 
the customer is from the Cromer log on. In the emboAme ntmjrtjch a 
secured Web site is used, thr customer's uflfr profile contains q 
„,. ctom «- H^tifier. This customer identifier designates the corporate 
business client that the customer represents, (emphasis added) 

The Office Action further relies on the text of Goss found at col. 7, lines 1-10. 
This text provides the same information as a previous citation. The cited text states: 
The Contact Server 28 then queries the state tables on the Database 
Server 34 to identify an available agent with uie highest skill level needed 
to handle the call-back request. If a qualified agent >s available, he 
Contact Server 28 sends the call-back request to that agent Otherwise, 
call-back request is placed in a queue on the Database Server 34. The 
Contact Server 28 constantly monitors this queue and me state tables, it a 
qualified agent is available to handle a call-back request m queue, the 
Contact Server 28 sends the call-back request to that agent. 

The Office Action further relies on the text of Goss found at col. 12, lines 3 1-37. 
This text provides the same information as a previous citation. The text below also 
discloses that the Contact Server accesses the user profile on the Database Server in order 
to obtain a skills designator. The cited text states: 
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At the company, the Contact Server will be used with a Web site 
that allows the company's customers to accey the ""W^T^ 
ticket system and view the status of their tickets. ™^ efo 5 e »J^J 
cXiSS^ a uses^roiye setup in ajirofflejia^^ 
gSTtt is fromJhis_datBb^ that skills designators are obtained. 

(emphasis added) 

The Office Action further relies on the text of Goss found at col- 12, lines 43-49. 
This text provides the same information as a previous citation. The cited text states: 
In sten 110 a customer logs into a Web site. The Web Server 
au thentSatS ?te customer's user i.d. and password against the customer s 
Z^TnmT which is storedjB_a_dato^age_oii the Database Server. If 
riTJta& the Web Serves to the custom* 
browTef tte HTML file that contains the Web site's home page, 
(emphasis added) 

The Office Action further relies on the text of Goss found at col. 12, lines 55-59. 
In the cited text, Goss states that a cookie is used to "maintain" a session. Goss does not 
teach or suggest using information in a cookie (or digital certificate) to identify a web call 

center resource. The cited text states: 

The Web Server maintains a session with the customer browser 
over the Internet using cookies or other 

This wav when the customer submits a call-back request, the W eb Serv es 
SS^Mtomer for the purpose of matching the call-back 
request to a qualified agent (emphasis added) 

The Office Action further relies on the text of Goss found at col. 13, lines 7-10. 

The cited text states: 

Additional information can be solicited here [i.e a web page of 
Ste p 1 12,] as well, such as a customer identifier ^ fi T a ' Tllu-tack 
designator to match the call-back request to a qualified agent. A ^U-back 
to can be solicited, to state when the customer would hke to be called 
back. 

The Office Action further relies on the text of Goss found at col- 13, lines 31-36. 
This cited text discusses using the customer identifier that is obtained from the Database 
Server 34. The cited text states: 

In step 1 18, the Contact Server queries the skills database with the 

skills designator (i.e., the customer identifier) to find a qualified agent; 
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* • rt(Wt luted with that particular skills designator. The Contact 

** ML so that if one agent ,s 
not currently available, another agent can be used. 

Ooss does not disclose all of the elements of the independent claims and therefore 
does no, anticipa* independent data, 1. 14, 27, 40, 61, SI, 10. 116, and ,3,. 
Dependent claims 2, 5-,3, 15. .8-26, 28, 3,-39, 4M9, 52-60, 62-69. 72-80, 82-89, 2- 
,00 ,02-,08. ,U-„5, 1.7-123, 126-130. 132-138, and 141-145 are aUowablc fbr the 
same reasons as independent claims ,, 14, 27, 40, 61, 81. 101, 116, and 13,. 

Applicants submit that there arc numerous additional reasons in support of 
patentability, but that such reasons are moo, in light of the above remarks and are omrtted 
in the interests of brevity. Applicants respectfully request allowance of the pendtng 

claims. 

A telephone interview was conducted with Examiner Barbara Burgess on 
December 21, 2004. An agenda was faxed to Examiner Burgess at fax number (571) 
773,3996 on Friday, December 17, 2004. The agenda included statements from the final 
Office Action and portions of the prior art Goss patent that were cited in the final Office 
Action Thistextprovidesthesameinformationasapreviouscitation. In the telephone 
interview claim 1 of the present application was discussed, along with the Goss prior art 
paten, Examiner Burgess made no argument,: Applicant argued that the invention uses 
a cookie or digital certificate to identify a web call center resource, as embodied in chum 
1 Applicant further argued that Goss discloses cookies in only two places xn the text. 
Applicant stated that Goss discloses that the cookies are used to Maintain a session", but 
Goss does not disclose any actual use of cookies and does not anywhere menuon a *g>«l 
certificate. Goss does not disclose using a cookie or digital certificate to identify a web 
call center resource. Instead, Goss discloses using a user profile from a database server 
to obtain a skills designator. 

No agreement was reached in the telephone conference. Examiner Burgess 
requested that the above arguments be formally submitted for consideration. Exammer 
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Burgess stated that a submission after final rejection would be considered. Attorney 
Jansen state* that the above arguments would be submitted in a response after final. 

Please feel free to call me to discuss the patentability of the pending claims. 

Date- IT- /ft?-/Oj ~ . - 

Date. _i — 1_SZCJ. SIGNAT 

Gregg Jansen, Reg. No. 46,799 
Setter Ollila LLC 

Telephone: (303) 938-9999 ext. 14 
Facsimile: (303) 938-9995 

Correspondence address: CUSTOMER NO. 28004 

Harley R- Ball 
Sprint Law Department 
6391 Sprint Parkway 
Mailstop: KSOPHT0101-Z2100 
Overland Park, ICS 66251-2100 
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